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CLAIMS 



What is claimed is: 

jL A method for publishing call queue characteristics 
coitorising : 

monitoring a plurality of characteristics of an on hold 
system; atad 

responsi\e to a selection by a caller of a format for 
publishing said\plurality of characteristics, transferring said 
plurality of characteristics to said caller in said selected 
format. \ 

2. The method for publishing call queue characteristics 
according to claim 1, whe\ein monitoring a plurality of 
characteristics further comprises: 



monitoring at least one fxom among a current activity status 
of said on hold system, an estii^kted activity status of said on 
hold system, a historical average^activity status of said on hold 
system, and a historical average alcrhivity status of at least one 
current caller on hold within said\on\hold system. 

3. The method for publishing call queute characteristics 
according to claim 1, wherein said caller\is currently on hold 
within said on hold system. 



4. The method for publishing call queue characteristics 
according to claim 1, wherein said format for publishing said 
plurality of characteristics further comprises at\ least one from 



\ 
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among a voice format, a text format, a video format, and a 
raphical format. 



10 



5. method for publishing call queue characteristics 
accordi\g to claim 1, wherein transferring said plurality of 
characteristics further comprises: 

transferring said plurality of characteristics in said 
format to an interface specified by said caller. 

6. The method for publishing call queue characteristics 
according to claim 1, wfaerein monitoring a plurality of 
characteristics further comprises: 



o 
m 



monitoring an expected subject matter selection of a 
plurality of calls currently ojj hold within said hold system. 

7. The method for publishing caYl queue characteristics 
according to claim 1, further comprising: 

filtering a preferred selection fjrom among said plurality of 
characteristics according to output preferences for said caller, 
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8, A system for publishing call queue characteristics 
comprising : 

an on hold system for managing a plurality of calls waiting 
5 on hors 

means\for monitoring a plurality of characteristics of said 
on hold systeba; and 



10 



means responsive to a selection by a particular caller of a 
format for publishing^ said plurality of characteristics, for 
transferring said plurality of characteristics to said particular 
caller in said selected format, 

9. The system for publishing call queue characteristics 
according to claim 8, wherein steid means for monitoring a 
plurality of characteristics further comprises: 



m 
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means for monitoring at least osie from among a current 
activity status of said on hold systems, an estimated activity 
status of said on hold system, a historical average activity 
status of said on hold system, and a historical average activity 
status of at least one current caller on ho^Ld within said on hold 
system. 

10. The system for publishing call queue characteristics 
according to claim 8, wherein said particular calmer is currently 
on hold within said on hold system. 



30 11. The system for publishing call queue characteristics 

according to claim 8, wherein said format for publishing said 
plurality of characteristics further comprises at leastV one from 
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temong a voice format,- a text format, a video format, and a 
graphical format. 



12. 



e system for publishing call queue characteristics 



according to claim 8, wherein said means for transferring said 
plurality \f characteristics further comprises : 

means forNtransf erring said plurality of characteristics in 
said format to ark interface specified by said particular caller. 

13. The system for publishing call queue characteristics 
according to claim 8,\wherein said means for monitoring a 
plurality of characteristics further comprises: 

means for monitoring \n expected subject matter selection of 
said plurality of calls currently on hold within said hold 
system. \ 

14. The system for publishing call queue characteristics 
according to claim 8, further comprising: 



means for filtering a preferred selection from among said 
plurality of characteristics according to output preferences for 
said particular caller. \ 



AUS920010945US1 



24 



15. A computer program product for publishing call queue 
^characteristics, said computer program product comprising: 

a recording medium; 

means, recorded on said recording medium, for monitoring a 
pluralityN^f characteristics of an on hold system; and 

means, recorded on said recording medium, for enabling 
10 transfer of said ^plurality of characteristics to a particular 
caller in a f ormat\pecif ied by said particular caller. 



P 



16. The computer program product for publishing call queue 
characteristics accordingNto claim 15, wherein said means for 
enabling transfer of said plurality of characteristics further 
comprises : 



3 
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means, recorded on said recording medium, for enabling 
transfer of said plurality of characteristics in said format to 
an interface specified by said particular caller. 

17. The computer program product for publishing call queue 
characteristics according to claim 15, whe\ein said means for 
monitoring a plurality of characteristics fuVther comprises: 

means, recorded on said recording medium, f£>r monitoring an 
expected subject matter selection of said plurali\y of calls 
currently on hold within said hold system. 



30 18. The computer program product for publishing call\queue 
characteristics according to claim 15, further comprising: 



AUS920010945US1 



25 



10 



means, recorded on said recording medium, for filtering a 
preferred selection from among said plurality of characteristics 
:cording to output preferences for said particular caller. 

19. ^ method for interface specific call queue publishing 
compri; 

monito\ing a plurality of characteristics of an on hold 
system; and 

responsive t\ a selection by a caller of an interface for 
publishing said plurality of characteristics, transferring said 
plurality of characteristics to said interface selected by said 
caller, 



O 
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20. 



The method for interface specific call queue publishing 



according to claim 19, wherein said interface comprises at least 
one from among a wireline telephone, a wireless telephone, a 
personal computer, a pervasive device, and an account server. 



21. The method for interface speciNfic call queue publishing 
according to claim 19, further comprising : 



filtering a selection of characteristics from among said 
25 plurality of characteristics according to\output preferences of 
said caller. 

22. The method for interface specific call \jueue publishing 
according to claim 19, further comprising: 



30 outputting a call tracking number and network address to 

said caller; and 
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responsive to detecting said call tracking number entered 
through a caller accessible interface accessing said network 

ddress, transferring said plurality of characteristics to said 
caller accessible interface. 



23. ^The method for interface specific call queue publishing 
according to claim 19, further comprising: 



receiving a caller account identifier as said selected 
interface; and 



transferring said plurality of characteristics via a network 
in an electronic \ail v to an account server serving said caller 
account identifier 




24. The method for interface specific call queue publishing 
according to claim 19, further comprising: 

receiving a caller messaging identifier as said selected 
interface; and 

transferring said plurality of characteristics in an instant 
message to said caller messaging\identif ier via a network. 

25. A system for interface specific call queue publishing 
comprising: 

an on hold system for managing a plurality of calls waiting 
on hold; 

means for monitoring a plurality of characteristics of an on 
hold system; and 
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means responsive to a selection by a caller of an interface 
fcJ^r publishing said plurality of characteristics, for 
tranef erring said plurality of characteristics to said interface 
selected by said caller, 

26. The \ystem for interface specific call queue publishing 
according t\ claim 25, wherein said interface comprises at least 
one from among, a wireline telephone, a wireless telephone, a 
personal computer, a pervasive device, and an account server. 

27. The system fo\ interface specific call queue publishing 
according to claim ZS, further comprising: 



means for filtering^ a selection of characteristics from 
among said plurality of characteristics according to output 
preferences of said calleX 



\ 
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28. The system for interface specific call queue publishing 
according to claim 25, further comprising: 

means for outputting a call tracking number and network 
address to said caller; and 



10 



me&ns responsive to detecting said call tracking number 
entered through a caller accessible interface accessing said 
network adaxess, for transferring said plurality of 
characteristics to said caller accessible interface. 



29. The systemNfor interface specific call queue publishing 
according to claiiK 25, further comprising: 



m 



means for receiving a caller account identifier as said 
selected interface; anc 

means for transferring said plurality of characteristics via 
a network in an electronic Vail to an account server serving said 
caller account identifier, 



AUS920010945US1 



• # 



30. The system for interface specific call queue publishing 
iccording to claim 25, further comprising: 

means for receiving a caller messaging identifier as said 
selected interface; and 

meaJis for transferring said plurality of characteristics in 
an instant^ message to said caller messaging identifier via a 
network. 

31. A computeAprogram product for interface specific call queue 
publishing comprising: 

a recording medium; 

means, recorded on\said recording medium; for monitoring a 
plurality of characteristics of an on hold system; and 

means, recorded on said\ recording medium, for enabling 
transfer of said plurality of Vharacteristics to an interface 
selected by said caller for publication of said plurality of 
characteristics . \ 

\ 

32. The computer program product for interface specific call 
queue publishing according to claim 31, further comprising: 

\ 

means, recorded on said recording ^medium, for filtering a 
selection of characteristics from amongNsaid plurality of 
characteristics according to output preferences of said caller. 

33. The computer program product for interface specific call 
queue publishing according to claim 31, further comprising: 
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means, recording on said recording medium, for controlling 
ltput of a call tracking number and network address to said 
c\ller; and 

leans, recorded on said recording medium, for controlling 
transfer of said plurality of characteristics to said caller 
accessiDj_e interface responsive to detecting said call tracking 
number entered through a caller accessible interface accessing 
said network address. 

34. The computer program product for interface specific call 
queue publishing\according to claim 31, further comprising: 

means, recordecl on said recording medium, for enabling 
receipt of a caller account identifier as said selected 
interface; and 

means, recorded on s^id recording medium, for controlling 
transfer of said pluralitAof characteristics via a network in an 
electronic mail to an account server serving said caller account 
identifier . 
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35\ The computer program product for interface specific call 
queudy publishing according to claim 31, further comprising: 



meane, recorded on said recording medium, for enabling 
receipt of >a caller messaging identifier as said selected 
interface; am 



means, recorded on said recording medium, for controlling 
transfer of said plurality of characteristics in an instant 
message to said callfer messaging identifier via a network. 



